Building a consumer-directed service culture.
Consumers are expected to play a larger role in health care, a trend that will require employers, insurers, the government and providers to radically change assumptions and processes. Organizations that value consumer input, promote quality and choice, educate the public and provide services that people want at prices they are willing to pay may be said to have a consumer-directed service culture. What are the three building blocks to creating a consumer-directed service culture? How will technology and other breakthroughs continue to change and enrich that culture? And what is your role?